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 Penelitian sebelumnya menunjukkan sebagian besar pasien merasa tidak puas 

terhadap pelayanan di RSGM “X” Bandung, namun belum ada penelitian yang spesifik 

mengenai hal tersebut. Oleh karena itu penelitian ini dilakukan untuk mengetahui tingkat 

kepuasan mahasiswa Universitas “X” terhadap kualitas pelayanan kesehatan gigi dan mulut 

di RSGM “X” Bandung. Penarikan sampel menggunakan insidental sampling, yang 

dilakukan selama 12 hari kepada 70 mahasiswa yang pernah berobat gigi dan mulut ke 

RSGM “X” Bandung.  

 

Metode yang digunakan dalam penelitian ini adalah metode deskriptif. Alat ukur yang 

digunakan adalah kuesioner yang dibuat oleh peneliti berdasarkan teori V. A. Zeithaml, yang 

membandingkan expected service dan perceived service dilihat dari lima dimensi yang ada 

yaitu reliability, responsiveness, assurance, empathy dan tangibles. Uji validitas 

menggunakan Pearson Correlation dengan program SPSS 20 didapatkan validitas item 

berkisar 0,448 sampai 0,878. Uji reliabilitas dengan Alpha Cronbach, didapatkan koefisien 

alpha sebesar 0,979 pada expected service dan 0,945 pada perceived service. Adapun data 

penunjang yang digunakan adalah untuk mengukur faktor-faktor yang mempengaruhi 

kepuasan konsumen yaitu enduring service intersifiers, personal need, transitory service 

intersifiers, perceived service alternatives, self-perceived service role, situational factors, explicit 

service promises, implicit service promises, word of mouth, past experience, service encounters, 

dan evidence of service..  

 

Data yang didapatkan diolah dengan menggunakan distribusi frekuensi dan tabulasi 

silang. Berdasarkan hasil pengolahan data, diperoleh bahwa 85,7 % mahasiswa merasa tidak 

puas terhadap kualitas pelayanan kesehatan gigi dan mulut di RSGM “X”, sedangkan 11,4 % 

mahasiswa merasa sangat puas dan 2,9 % mahasiswa merasa puas terhadap kualitas 

pelayanan kesehatan gigi dan mulut di RSGM “X” Bandung. 

 

 Saran teoritis dari penelitian ini adalah bagi penelitian selanjutnya, dapat meneliti 

faktor-faktor yang mempengaruhi tingkat kepuasan mahasiswa Universitas “X” terhadap 

kualitas pelayanan kesehatan gigi dan mulut di RSGM “X” Bandung dengan menggunakan 

responden yang lebih beragam. Peneliti juga memberikan informasi mengenai hal-hal apa 

saja yang dapat mempengaruhi kepuasan mahasiswa serta mengajukan saran praktis kepada 

pihak RSGM “X” Bandung untuk mengadakan sensitivity training dalam rangka 

meningkatkan kualitas pelayanan kesehatan gigi dan mulut di RSGM “X” Bandung pada 

dimensi responsiveness. 
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This research was conducted to find out the level of complacence in “X” University 

students about service quality of the RSGM “X” Bandung since the former research showed 

that most patients did not satisfy with the service of RSGM “X” Bandung.  However, there 

has not been any more spesific and deeper research. This research used accidental sampling  

method during twelve days to 70 university students who had medical treatment in oral and 

dental clinic of RSGM “X” Bandung.  

 

 This research used descriptive method. A measuring instrument used was a 

questionnaire made by reaserchers based on theory of V. A. Zeithaml, that compares the  

expected service dan perceived service seen from the existing five dimension, that are 

reliability, responsiveness, assurance, empathy and tangibles. The validity testing used 

Pearson Correlation with SPSS 20 and obtained validity of items ranging from 0.448 to 0.878 

the reliability testing used Alpha Cronbach, which obtained an alpha coefficient of 0.979 on 

the expected service and 0.945 on the perceived service. The supporting data used to measure 

the factors that affect customer satisfaction are enduring service intersifiers, personal need, 

transitory service intersifiers, perceived service alternatives, self-perceived service role, situational 

factors, explicit service promises, implicit service promises, word of mouth, past experience, 

service encounters and evidence of service. 

 

 The data obtained were processed using frequency distributions and cross-

tabulations. Based on the result of processing data, it provides that 85,7 %  respondents did 

not satisfy with the service quality of the RSGM “X” Bandung, 11,4 % respondents felt very 

satisfied and 2,9 % respondents felt satisfied with the service quality of the RSGM “X” 

Bandung. 

 

 The theoretical suggestions of this study is to further research , could examine the 

factors that influence the level of satisfaction of students of the University "X" on the quality 

of dental and oral health services at the RSGM “X” Bandung by used diverse sample. 

Researchers also provide information on any matters that may affect student satisfaction and 

propose practical suggestions to the parties of the RSGM “X” Bandung to conduct sensitivity 

training in order to improve service quality dental care at the Hospital "X" Bandung on the 

dimension of responsiveness. 
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